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15 Relationship Management System and Method” which is incorporated herein by reference.

Appendix
Appendix A contains 7 slides of a PowerPoint presentation that describes the

integration of SugarNétwork access into a CRM system.

-

Field of the Invention

20 The invention relates generally to a customer relationship management system and
method and in particular to a software-based system and method for providing customer

relationship management.

Background of the Invention

Customer relationship management (CRM) systems and solutions are well known.
25 For example, typical known CRM systems include Microsoft® CRM, SalesForce, a CRM
product provided by SalesForce.com, Netsuite CRM, and SAP Business One CRM.
However, conventional CRM systems have significant limitations that include a lack of
ﬂex‘ibiiity, high costs, and a closed-source structure which is embedded into the traditional
product offerings. These limitations have led to a failure rate of over 70% with traditional

30 CRM implementations. Thus, it is desirable to provide a customer relationship
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management system and method that overcomes these limitations of typical CRM systems

and it is to this end that the invention is directed.

Brief Description of the Drawings

Figure 1A is a diagram illustrating a customer relationship management system that

5  incorporates the various features of the invention;

Figure 1B illustrates more details of the customer relationship management system

that incorporates the various features of the invention;

Figure 2 is a diagram illustrating an example of the user interface of the system in

Figure 1;

10 Figure 3 illustrates an example of the dashboard user interface including the

pipeline by sales stage chart of the CRM system;

Figure 4 illustrates an example of the dashboard user interface during the drag/drop

process;

Figures 5 and 6 show the dashboard user interface when the drag/drop process has

15  been completed;
Figure 7 illustrates a typical option menu;
Figure 8 illustrates the same menu as Figure 7 with contextual menu items;
Figure 9 illustrates more details of the contextual menu items;

Figure 10 illustrates an example of the data record in the CRM system that causes

20 the contextual menu items in Figure 8 to be generated;

Figure 11 illustrates an example of the integration of email items with the CRM

system;
Figure 12 illustrates an example of a user interface for configuring inbound email;

Figure 13 illustrates an example of a user interface for configuring outbound email;
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Figure 14 is the pseudocode for the inbound email auto-configuration process in

accordance with the invention;

Figure 15 illustrates an example of a user interface for providing ecommerce

software within open source repository software;
Figure 16 illustrates an example of a user interface containing the shopping cart;
Figure 17 an example of a user interface containing a check-out; and
Figure 18 an example of a user interface for rating software.

Detailed Description of an Exemplary Embodiment

The invention is particularly applicable to an open source customer relationship
management software system and it is in this context that the invention will be described.
It will be appreciated, however, that the algorithms, data structures, processes and modules
in accordance with the invention has greater utility since these modules and inventive
aspects disclosed herein can be equally applied to other non-open source CRM systems, as
well as other business software application systems as well as other database software
systems. For purposes of illustration, the described system is an implementation in a
customer relationship management (CRM) and groupware system although the inventive
methods apply across multiple systems. In the example, the CRM and groupware system
is SugarCRM Inc.’s ASugar Enterprise 4.2.

The system may be implemented in a preferred embodiment using a base class
known as SugarBean, and a data retrieval APL. The base class has methods for building
list queries, saving, and retrieving individual items. Each specific type of data creates a
subclass of this base class. In a preferred embodiment of the invention, the base class is
called SugarBean. There is at least one subclass of SugarBean for each module.
SugarBeans also are used for creating database tables, cleaning out database tables, loading
records, loading lists, saving records, and maintaining relationships. One example of a
SugarBean subclass is Contact. Contact is a simple object that fills in some member
variables on the SugarBean and leverages SugarBean for much of its logic. Security for
instance, is automatically created for Contact. Another example of a SugarBean subclass
is Users which is a module that is security related and should not have row level security
applied to them. For this reason these modules have the bypass flag set to skip adding the
right join for verifying security. The SugarCRM Sugar Professional system is a web based
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system with many concurrent users. Since this program contains critical data to the users,
it is imperative that they have quick access to the system and their data. The most frequent

activity in the program is to look at existing data.

Figure 1A is a diagram illustrating a customer relationship management (CRM)
system 100 that is an example of a software-based business software application in
accordance with the invention. In a preferred embodiment, the system 100 in accordance
with the invention is implemented as a software system and the elements shown in Figure
1 are thus implemented as a plurality of lines of computer code that may be executed by a
processor of a computer system, such as a server computer wherein the various lines of
computer code are stored in a memory associated with the computer system and the system
interfaces with a database 110. The system may have one or more clients 102, such as a
browser application executed on a typical computing device (a browser client session), that
accesses the system over a communications network 103 such as the Internet, a cellular
network, a wireless network and the like. The computing devices may include a laptop,
table or desktop computer system, a PDA, a mobile phone, a portable wireless email
device and the like. The client 102 interactions go through a set of one or more controllers
104. The controllers are the entry-point into the system and take care of things like session
tracking, session security and end user authentication. The controllers also take care of the
work to prepare the screen or the wrapper for the content and determine which module of
the application the user is trying to access and get the requested module to process the
request. The system thus has one or more modules 106 that are components of application
functionality and provide certain functionality. The modules 106 of the exemplary CRM
system shown in Figure 1 may include, by wéy of example, a portal module, a calendar
module, an activities module, a contacts module, an accounts module, a leads module, an
opportunities module, a quotes module, a products module, a cases module, a bug tracker
module, a documents module, an emails module, a campaigns module, a project module,
an RSS module, a forecasts module, a reports module and a dashboard module. In
accordance with the invention, the system may include different, more or fewer modules
and the systems with those other combination of modules are within the scope of the
invention. Each of these modules provides a different functionality to the system so that,
for example, the calendar module provides a calendaring functionality to the CRM system
that is instantiated with the system. The system may also include an administration

module that handles the typical administrative functions of the system. Each module
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contains a subclass of a SugarBean base object 108 and each module references the
SugarBean to retrieve the data from the database 110 required for display.

Figure 2 is a diagram illustrating an example of the user interface 120 of the system
in Figure 1. The user interface may include a home tab 121 (that is selected in Figure 2A)
that provides a general overview of Cases, Opportunities, Appointments, Leads, Tasks,
Calendar, Team Notices, and Pipeline. The home tab also includes shortcuts to enter
various different types of data, and a quick form for new contacts. The home tab also
provides a quick overview of what customer tasks and activities that the user needs to
focus on today. The portal module (selected using a “My portal” tab 122), contains a series
of shortcuts which can link to any web site chosen by the user that may include e-mail,
forums, or any other web-based application, allowing the system to become a single user
interface for multiple applications. The calendar module may be selected by a calendar tab
124 and allows the user to view scheduled activities (by day, week, month or year), such as
meetings, tasks, and calls. The system also allows the user to share his/her calendar with
coworkers which is a powerful tool for coordinating the daily activities. The activities
module is selected using an activities tab 126 and allows the user to create or update
scheduled activities, or to search for existing activities. By managing Activities within the
context of an Account, Contact, Lead, Opportunity, or Case, the system allows the user to
manage the myriad of calls, meetings, notes, emails and tasks that the user needs to track
in order to get the job done. The tasks are for tracking any action that needs to be managed
to completion by a due date, the notes allow the user to capture note information as well as
upload file attachments, the calls allow the user to track phone calls with leads and
customers, meetings are like calls, but also allow the user to track the location of the

meeting and emails allow the user to archive sent or received email messages.

The contacts module is accessed by a contacts tab 128 and allows the user to view
a paginated contact list, or search for a contact. The user can click on a specific contact to
zoom in on the detailed contact record and, from a specific contact record, the user may
link to the related account, or leads, opportunities, cases, or direct reports (related
contacts). Within the system, contacts are the people with whom the organization does
business. As with accounts, the system allows the user to track a variety of contact
information such as title, email address, and other data. Contacts are usually linked to an
Account, although this is not required. The accounts module may be accessed using an

accounts tab 130 and the user may view a paginated account list, or search for an account.
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The user can click on a specific account to zoom in on the detailed account record and,
from a specific account record, the user may link to related contacts, activities, leads,
opportunities, cases, or member organizations. Accounts are the companies with which
the organization does business and the system allows the user to track a variety of
information about an account including website, main address, number of employees and
other data. Business subsidiaries can be linked to parent businesses in order to show

relationships between accounts.

The leads module may be accessed by a leads tab 132 that permits the user o view
a paginated list of leads, or search for a specific lead. The user can click on an individual
lead to zoom in on the lead information record and, from that detailed lead record, the user
can link to all related activities, and see the activity history for the lead. Leads are the
people or companies with whom the organization might do business in the future.
Designed to track that first point of interaction with a potential customer, leads are usually
the hand off between the marketing department and the sales department. Not to be
confused with a contact or account, leads can often contain incomplete or inaccurate
information whereas contacts and accounts stored in Sugar Professional are core to many
business processes that require accurate data. Leads are typically fed into the Sugar
Professional system automatically from your website, trade show lists or other methods.

However, the user can also directly enter leads into Sugar Professional manually.

The opportunities module is accessed by an opportunities tab 134 and permits the
user to view a paginated list of opportunities, or search for a specific opportunity. The
user can click on an individual opportunity to zoom in on the opportunity information
record and, from that detailed opportunity record, the user can link to all related activities,
see the activity history for the opportunity, and link to related leads and contacts.
Opportunities track the process of selling a good or service to a potential customer. Once a
selling process has commenced with a lead, a lead should be converted into a contact and
possibly also an account. Opportunities help the user manage the selling process by
tracking attributes such as sales stages, probability of close, deal amount and other
information. The quotes module may be accessed by a quotés tab 136 and permits the user
to view a paginated list of customer quotes, or search for a speciﬁ.c quote. The user can
click on an individual quote to zoom in on the detailed quote information. A quote is
formed by referencing product and pricing from a catalog of products you may create. A

presentation quality Portable Document Format (PDF) representation of the quote may be
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created to fax or email to a client. Quotes may be associated with Accounts, Contacts, or

Opportunities.

The products module may be accessed by a products tab 138 and permits the user
to view a paginated list of products, or search for a specific product. The user can click on
an individual product to zoom in on the detailed product information. A product is used
when assembling a customer quote. The cases module may be accessed using a cases tab
140 and may permit the user to view a paginated list of cases, or search for a specific case.

The user can click on an individual case to zoom in on the case information record and,
from that detailed case record, the user can link to all related activities, see the activity
history for the case, and link to related contacts. The cases are the handoff between the
sales department and the customer support department and help customer support
representatives manage support problems or inquiries to completion by tracking
information for each case such as its status and priority, the user assigned, as well as a full
trail of all related open and completed activities. A dashboard (such as that shown for
example in Figure 2B) module may be accessed using a dashboard tab 142 and permits the

user to view a dashboard of the information in the CRM system.

The documents module ;nay show the user a list of documents that the user can
download. The user can also upload documents, assign publish and expiration dates, and
specify which users can access them. The email module allows the user to write and send
emails and to create Email Templates that can be used with email-based marketing
campaigns. The user can also save drafts and archive emails. The campaigns module helps
the user implement and track marketing campaigns wherein the campaigns may be
telemarketing, mail or email based. For each Campaign, the user can create the Prospects
list from the Contacts or Leads or outside file sources. The projects module helps the user
manage tasks related to specific projects. Tasks can be assigned to different users and
assigned estimated hours of effort and, as tasks are in progress and completed, users can
update the information for each task. The RSS module permits the user to view the latest
headlines provided by your favorite Really Simple Syndication (RSS) feeds. These feeds
provide news or other web content that is distributed or syndicated by web sites which
publish their content in this manner. The system has hundreds of RSS feeds available as

supplied, and others may easily be added.

The forecasts module shows the user his/her committed forecast history and current

opportunities. For managers, the user can view your team’s rolled up forecasts. The
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reports module shows the user a list of saved custom reports not yet published, as well as a
list of Published Reports. Saved reports may be viewed, deleted or published, and
published reports may be viewed, deleted or un-published. Clicking on the name of a
report zooms to the detailed definition of the report criteria (fields to be dispiayed, and
filter settings) for that report, permitting the user to alter the criteria, and re-submit the
report query. Finally, the dashboard module displays a graphical dashboard of the user’s
Opportunity Pipeline by Sales Stage, Opportunities by Lead Source by Outcome, Pipeline
by Month by Outcome, and Opportunities by Lead Source.

Returning to Figure 1A, the system also includes the database 110 that contains the
data of the system and a security module 112 that implements the security methods to
control access to the data in the database 110. The system may also include a database
abstraction layer 114 that is coupled between the database 110 and the SugarBean object
108 in order to be an interface between the database 110 and the SugarBean object 108.
The SugarBean object 108 provides the base logic required for retrieving and making
available information from the database and each module creates subclasses of SugarBean
to provide module specific details. During the process of retrieving data from the
database, the SugarBean 108 makes calls that populate the row level security information

into the SQL that retrieves the data.

Once the data is retrieved from the SugarBean object 108, the module uses a
template mechanism 118 and a theme 116 to produce the requested presentation for the
user. The template mechanism reformats the data from the database 1 10 into a particular
form while the theme adjusts the user interface according to the user’s preferences. If, for
instance, the user requests an HTML presentation of the detail view of the contact module
for a specified contact, here is the flow of what happens. The user hits the controller
named index.php. It handles most of the logic for the main application. The index
controller loads the current user, verifies authentication and session information, loads the
language for the user and produces some of the user interface shell. The index controller
then calls the contact module and request the detail view for the specified contact. The
contact module retrieves the SugarBean for the requested contact. The SugarBean verifies
row level security at this point. If the record is not retrieved successfully, then the process
aborts and the user is not allowed to view the data for the record. If the retrieve process

succeeds then it uses the XTemplate mechanism and the code for the current user’s theme
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to create the user interface for presentation. The resulting user interface is sent back to the

client that requested it..

Figure 1B illustrates more details of the customer relationship management system
100 that incorporates the various features of the invention. Like elements shown in

Figures 1A and 1B have like reference numerals. The system may interface with a typical

browser application 103 (being executed by a computing device) that can access the

system 100 over the web. For example, the examples of the user interface below are web-
based views generated by the system and displayed on a browser application. The system
may further comprise an application programming interface (APIs) portion 105, that may
preferably use the well known simple object access protocol (SOAP), to interface with
other existing system and applications. For example, the APIs may be used to interface to
an email plug-in 109, such as an Outlook plug-in, that permits the system 100 to interact
with the email program. As another example, thé system may interface with existing web
services, such as look-up functions and the like that are described in more detail below.

As shown, the system 100 is preferably implemented on a web server application 107 (that
may preferably be the well known Apache web server that includes IS functionality) that
generates dynamic web pages (PHP). The web server and the other elements of the system
may be implemented as software running on one or more servers wherein the servers may
use various different operating system as shown in Figure 1B. The system 100 may also
interface with an SMTP/sendmail server 111.

Figure 3 illustrates an example of a user interface 150 for a pipeline by sales stage
chart of the CRM system. The system 100 includes a drag-drop metaphor in the Web-
based CRM context. This capability provides for the quick and convenient rearranging of
the layout of the user interface, CRM business tools, in particular Charts on Dashboards of
the system. Other CRM business objects exposed through the application will be
implemented using similar mechanisms, such as the Home screen where key business data
is presented. Thus, Figure 3 illustrates a Pipeline by Sales Stage chart 152 ona
configurable dashbeard prior to any drag-drop process so that the chart occupies the top
position of multiple objects. The drag-drop process permits the user to quickly and easily
reconfigure the user interface of the CRM system that is not possible with other CRM

systems. Thus, the system can be easily reconfigured for each individual user.
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Figure 4 illustrates an example of the user interface 150 during the drag/drop
process wherein the cursor is now a positioning indicator 154 that permits the user to
reposition the pipeline by sales stage chart using a drag-drop methodology. When the
chart is positioned correctly, the user can release the mouse, ending the drag-drop
operation and placing the chart into its new position (See Figure 5) and shuffling other
charts accordingly. As shown in Figure 6, the top position in the dashboard is now
occupied by another chart as part of the reshuffling that occurs in response to the drag-drop
procedure. The new layout is saved for the current user and is automatically used on
future renderings of the dashboard tab. While the initial implementation of this
functionality allows rearranging of graphs on the dashboard, the functionality will also
work for rearranging any objects visible on the screen. Example of objects that can be
arranged using this approach include sub-panels (In Figure 10, this is every section below
the top section: Activities, History, Leads, ...), Home Screen Layout (Figure 2 every
section in the main portion of the screen: My Upcoming Appointments, My Top Open
Opportunities, .... Team Notices, My Pipeline, the Calendar. Similar techniques are being
integrated into the editor for our system to allow easier customization of the layout of the
user interface (including all fields on all screens). Now, a method for integrating web

services into contextual menu items for the CRM system will be described in more detail.

The system includes the email plug-in as shown in Figure 1B. The system adjusts
the user’s navigation in the email program, Microsoft Outlook in this example although
this methodology can be applied to any email program, plug-in, or external program, is
customized/adjusted by the existence (or absence) of data in the database 110 (See Figures
1A and 1B) of the CRM system that are obtained via web service functions. . For example,
a search for accounts by email web service or archive an email web service may be

provided, each of which is now described in more detail.

SEARCH FOR ACCOUNTS BY EMAIL

The outlook programming interface (OPI) can search for Accounts by two
methods. The first is by name and the second is by relationship to a Contact. The web

service calls (using SOAP) for the second method is now described.

/F*

* Given a list of modules to search and a search string, return the id,
module_name, along with the fields

* as specified in the Sgquery_array

%

* @param string $user name - username of the Sugar User
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* @param string $password - password of the Sugar User

+ @param string $search_string - string to search

+ pparam stringl] $modules - array of modules to guery

+ gparam int Soffset - a specified offset in the query

+ @param int Smax_results - max number of records to return

* @return get_entry_list_result - id, module_name, and list of fields
from each record

*/

function search by module ($user name, Spasswand, $search string,
$modules, Foffset, Smax_results)

1) search_by_module()

If this returns a Contact that contact will have a little +/- toggle to the lext of the
name which will indicate there is associated data with this contact. When the user clicks
the + image OPI then makes a call to:

-
Return a list of modules related to the specifed contact record

This function does not require a session be created first.

@param string Suser_name -- User name to authenticate with
@param string Spassword -- MD5 of the user password

gparam string $id -- the id of the record

+* @return contact detail array along with associated objects.
2

function get_contact_relationships($user nam2, Spassword, $id)

/ +
-
*
3
*
L4
*
*

2) get_contact_relationships()
This will return all associated Accounts, Opportunities, Cases, Bugs, Projects

ARCHIVE AN EMAIL FROM OPI
Once the user selects one or more emails along with one or more objects to relate

that email to, OPI will then make the following calls:

1) for each attachment we will do the following;:

/}‘:&

* Update or create a single SugarBean.

*

* @param String $session -~ Session ID returned by a previous call to
login.

% @param String $module_name —— The name of the module teo return records
from. This name should be the name the module was developed under
(changing a tab name is studio does not affect the name that should be
passed into this method)..

* @param Array $name_value_list -- The keys of the array are the
SugarBean attributes, the values of the array are the values the
attributes should have.

* @return Array '"id' -- the ID of the bean that was written to (-1 on
error)

* 'error' -- The B0AP error if any.

4.'/

function set_entry(fsession, Smodnle nams, Snsme value list) {
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a) set_entry()
/ ¥k
* add or replace the attachment on a Note.
&
* gparam String $session -- Session ID returned by a previous call to
login. .
* @param Binary Smote -- The file contents of the attachment.
* @return Array 'id' -- The ID of the new note or -1 on error
* terror' -—— The SOAP error if any.
oy

function’ set_note_attachment ($session, fnote)

b) set_note_attachment()

2) set_entry(session, "Emails", name_value_list)

3) foreach object we would like to associate this email to:
/ EE

* Set a single relationship between two beans. The items are related by

module name and id.
3

* @param String Ssession -- Session ID returned by a previous call to
login.

* @param Array $set_relationship value --

* 'modulel’ —— The name of the module that the primary recoxd is from.

This name should be the name the module was developed under (changing a
tab name is studio does not affect

the name that should be passed into this method)..

* 'modulel_id' -- The ID of the bean in the specified module

% 'moduleZ? -- The name of the module that the related recoxd is from.

This name should be the name the module was developed under (changing a
tab name is studio does not affect the name that should be passed into

this method) ..

* 'module2 id' -~ The ID of the bean in the specified module
* @return Empty error on success, Brror on failure
=/

function set_relationship (¥sassion, $set_relationship value) {
a) set_relationship()

4) foreach note attachment created in step 1:

/’*-»

» Attach a note to another bean. OUnce you have created a note to store
an

* attachment, the note needs to be related to the bean.

-

* @param String $session —- Session ID returned by a previous call to
login. .

+ @param String Snote_id -- The ID of the note that you want Lo
associate with a bean

+ @param String $module_name -~ The name of the module to return records

from. This name should be the name the module was developed under
{changing a tab name is studioc does not affect the name that should be
passed into this method)..

* @param String $module_id -- The ID of the bean that you want to’
associate the note with

+ @return no error for success, error for failure

>/
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function relate_note_to_module($session, $noba id, fmodule name,
Smondula_Ld) {
a) relate_note_to_module()

By altering the standard behavior of the email program and making the email
program cognizant of data residing elsewhere, such as in the CRM system, the user of the
email program plug-in 109 of the system are able to ascertain additional information that
the email program alone could not convey. Figure 7 illustrates a typical option menu 160
that is displayed to the user in the email program when the user performs a right click of
the mouse. The menu 160 has the typical menu items as shown. By performing a web
service function (look-up) and by tailoring the menu to provide context provided via
external systems, the system provides users with an immediately identifiable way to
ascertain the presence or absence of related information in the companion CRM system
100. For example, if the From email address matches a CRM system Account, Contact or
Lead record (See an exemplary record in Figure 10), the standard menu will be modified as

shown in Figure 8 to display a modified menu 162.

Figure 8 shows the modified menu 162 that, due to the presence of information in
the CRM system 100, contains new menu items 164. In accordance with the invention, the
types of menu items and their functions may change. In this example of the modified
menu, the new menu items may include a “Link to SugarCRM” item and a “View in
SugarCRM” item. The “View in SugarCRM” menu option provides convenient access to
the SugarCRM system, placing the user directly in the relevant screen to allow perusal. In
this example, the existence of these two items is predicated on the existence of related
CRM record(s) (See Figure 10) obtained via a web service lookup. In this example the
From address contained in the email item matches record(s) located in CRM system via a
web service call. With these added menu items, the user is then able to directly associate
the email with a CRM record via other web service calls using the “Link to SugarCRM”
option. Figure 9 illustrates more details of the “Link to SugarCRM”” menu item that, in
this example, provides a link 168 to the person referred to in the email, a create contact
link 170 (to create a new contact in the CRM system) and a create lead link 172 (to create
a new lead in the CRM system) so that the user, from within the email program, is able to
perform CRM system functions such as creating a contact link or creating a lead link.
Thus, the system automatically generates and incorporates contextual menu items into the

email program so that the email program and the CRM system are more tightly integrated
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together which simplifies the user’s interaction with both systems. Now, a method for

integrating web services into a convenient storage metaphor will be described.

The system 100, and in particular the email plug-in 109, permits the user to quickly
and conveniently associate email program email items with external systems via Web
services so that the email program and the system 100 are more tightly integrated together
for a more robust user experience. As shown in the example in Figure 11, the system
allows the user to quickly archive emails within their corporate system 100, thus providing
a complete record of interactions over time. During the archive process, the system
automatically transfers some or all of the content to the application system and may also
associate the transferred data to the appropriate records in the application system. As
shown in Figure 11, two email items 170 are used as the basis of this example. However,
any number of emails may participate in this process. In particular, email addresses
contained in the selected email items forms search criteria that is used via Web service
calls to interrogate the CRM system 100. In the example above the Outlook items” email
address for andy@sugarcrm.com matches a CRM record, highlighted in yellow for
illustration purposes. A general search, in this case the word ‘big’ can be specified as well
and matching records are also displayed. Now that the user has identified all applicable
CRM items via Web service queries, it’s a simple matter of associating the email(s) with
the specific items of interest. This can be done via drag-drop or by selecting appropriate
items and clicking the Archive button. In either manner, web service calls are used to
archive the emails to the corporate CRM database. Even though this implementation uses
web services, any method of connecting to an external system to get and receive
information to bring into the email program would suffice. In addition, the above system
works for all programs (text editors, documents, files, pictures) and not just the email
program example described above. Now, a method for automatically configuring email

will be described.

The system 100 incorporates an inbound email auto-configure IMAP or POPs
settings for PHP. The InboundEmail utilizes a process to programmatically find and set
the best possible combinations of settings when creating an Email account in the CRM
system. The main point of this process is PHP’s implementation of IMAP and POP3
connectivity does not fail gracefully, and it does not try to reconnect with other variations.

This results in many PHP-based email client failures. The system’s InboundEmail code
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tries to determine best-case settings. Figures 12 and 13 show examples of the inbound and
outbound email settings in the system 100. In the process, once a valid connection string
is found, those settings are saved per-account in the InboundEmail table in the database
110. The main logic fork is determined by whether the user has specified an SSL
connection (secure socket layer). The code iteratively checks the connection, saving only
valid connection parameters. Once found, if there are more than 0 valid parameters, the
code will return them to the calling script. If none are found, an error is produced. If the
settings are named Foo, Bar, Baz, and Bac and the possible connection types are non-SSL
or SSL-enabled, then an example of the pseudo-code of the process is shown in Figure 14.
The system may also include ecommerce capability within a site that facilitates
collaborative community based software development wherein the site may be internal to a
system or external to a system. For example, these sites may be an open source repository
site for open source projects, such as Sourceforge.org, SugarForge.org, freshmeat and
apache.org. For example, the system 100 shown in Figures 1A and 1B may be used with
an open source repository site known as SugarForge.org. An example of the user interface
for this repository is shown in Figure 15. The repository includes a unique concept
whereby ecommerce capabilities. In particular, within a software project hosted on
SugarForge.org (an online Open Source software repository), project administrat.ors can
now sell software using a shopping cart feature as shown in Figure 16. In addition to the
shopping cart that permits the user to buy the product, the system may also allow the
consumer to click through to the website of the host for purchase. For example, if the user
bugs a complicated service or product that is not easily described (such as a Dell server),
the system provides a link to the partner that is offering that service. Thus, project
administrators can choose to distribute the CRM system 100 for free or for a fee from the
same SugarForge.org project. An example of the checkout functionality of this aspect of
the system is shown in Figure 17. Figure 18 an example of a user interface for rating
software that provides the collaborative community based sofiware development with a
method for project review within the Open Source repository site. Within a software
project hosted on SugarForge.org, non-project members can rate a software project and

effect the average rating of a project.

Appendix A describes the integration of a SugarNetwork with the CRM system
100. With the integration, the CRM system tracks the login information of each user and
allows the user to access the Sugar Network website from within the CRM application (if
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the user is an administrator). When the user has access to the Sugar Network website, the
user can purchase a subscription to the network if the user has not already done so, get to
forums, submit cases, view open case status, submit bugs, view open bug status, browser
bug databases and the like. Thus, as shown in the first slide, the Sugar Network provides
on-line services (company lookup, prospect lists, data quality and user training), plug-ins
(additional modules from sugarforge.org and sugarforge.com), support (technical support
for all editions of the system including the open source editions), and systems management
(backup, failover, migration and maintenance). Slides 2-3 of the presentation show more
details of the functionality offered by the sugar network website. Slides 4-7 illustrate
examples of the user interface of the sugar network website wherein phase 1 is the current

example of the functionality and phase 2 is a future example of the website user interface.

While the foregoing has been with reference to a particular embodiment of the
invention, it will be appreciated by those skilled in the art that changes in this embodiment
may be made without departing from the principles and spirit of the invention, the scope of

which is defined by the appended claims.
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CLAIMS:
1. A computer-based system, comprising:
a client;

an application system having a data source containing a plurality of pieces of
information, one or more modules that access the database to pull pieces of information
from the database based on a request from the client and display a user interface to the user
containing the requested information, one or more controllers that control access by the
client to the one or more modules and the data source and a class wherein each module

further comprises a subclass of the class; and

the application system further comprising an application programming interface

portion that allows the integration of the application system with an application using a

.web service wherein the application extension further comprises one or more contextual

menu items that are associated with the application system.

2. The system of claim 1, wherein the application further comprises an email
application integrated with the application system wherein an email address is associated
with a user list of the application system using a lookup request to search the data source

of the application system for a user in the user list.

3. The system of claim 2, wheréin the lookup request further comprises a web
service.
4. The system of claim 2, wherein the application system is a customer

relationship management system and the class further comprises a sugarbean class.

5. The system of claim 2, wherein the email application further comprises an
archive portion that automatically transfers an email message content to the data source of

the application system.

6. The system of claim 5, wherein the archive portion automatically associates

the email message content with the pieces of data in the data store.
7. A computer-based system, comprising:
a client;

a customer relationship management application system having a database

containing a plurality of pieces of information, one or more modules that access the
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database to pull pieces of information from the database based on a request from the client
and display a user interface to the user containing the requested information, one or more
controllers that control access by the client to the one or more modules and the database

and a class wherein each module further comprises a subclass of the class; and

wherein each module further comprises a set of user interface elements associated
with the module and a drag and drop portion that permits a user to drag and drop the set of

user interface elements of the module.

8. The system of claim 7, wherein the user interface elements further comprise

at least one of a chart, a sub-panel and a home screen layout.
9. A computer-based system, comprising:
a client;

an application system having a database containing a plurality of pieces of
information, one or more modules that access the database to pull pieces of information
from the dfatabase based on a request from the client and display a user interface to the user
containing the requested information, one or more controllers that control access by the
client to the one or more modules and the database and a class wherein each module

further comprises a subclass of the class; and

a PHP email application that is automatically configured to determine a set of

settings for the email connectivity.

10.  The system of claim 9, wherein the PHP email application further

comprises a piece of code that determines a valid email connection parameter.

11. The system of claim 10, wherein the PHP email application further
comprises a piece of code that tries a set of connection parameters to determine a best

connection parameter.
12. A computer-based system, comprising:

a collaborative community based software development system having a plurality

of software applications stored therein; and

an ecommerce portion that permits a sale of at least one of the plurality of software

applications to occur.
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13. The system of claim 12, wherein the collaborative community based
software development system further comprises an open source software repository having

a plurality of open source software applications stored therein.

14. The system of claim 12, wherein the ecommerce portion further comprises

a checkout feature.

15. The system of claim 12, wherein the ecommerce portion further comprises

a ratings feature.
16. A computer-based system, comprising:
a client;

an application system having a database containing a plurality of pieces of
information, one or more modules that access the database to pull pieces of information
from the database based on a request from the client and display a user interface to the user
containing the requested information, one or more controllers that control access by the
client to the one or more modules and the database and a class wherein each module

further comprises a subclass of the class; and

a network system associated with the application system, wherein a user of the
application system can access the network system within the application system and
wherein the network system provides one or more online services to the user of the

application system.



WO 2007/106493 PCT/US2007/006332

1716

100
102 vV
CLIENT
-~ 103 118
THEMES
104 106
CONTROLLERS MODULES
T 118
114 108 TEMPLATES
DATABASE
ABSTRACTION SugarBean
LAYER i
112
418 > ROW LEVEL
“ SECURITY
BROWSER 100
109 === (F, FREFOK NETSOMPE, SAFARI %
5 (7, v w )
En . SUGAR SUITE |
- 105 I Ui CONTROLLER 104
WIRELESS . | 111
ACCESS 106 = S
SOAP . SMTE/SENDMAIL
INTERNL APls SUGAR"SUITE MC|)DULES |7 SEAVER ]
(INTERNAL ) .
{_ WEBSITES | SUGAR SUITE DATA LAYER J~_144
ExTERNAL ) | || WEB SERVER (PHP) (APACHE, IS) | 107
WEBSITES | |\L )
SUGAR SUITE
DATABASE
(MYSGL, ORACLEY
OPERATING SYSTEM
 WINDOWS, LINUX, MAC DSX, UNIX, BSD®) y
FIG. 1B

SUBSTITUTE SHEET (RULE 26)



PCT/US2007/006332

WO 2007/106493

c Jid

2/16

— 110 ﬁ%@%ﬁﬁ_gm% Ee0 el - 600 ~G3110d N0 AHVA
G CLR00 3 F SN0 YO B0 1| - cobs N
m%%%ééas%gam% Be020-1 1 - 600 TI3SSYD YNANOP WS
W15 51225 ALNFLADG Eci0 201 - S00e uz_mm&%%mm — _
IR0 e%_%m_“@zg 0 mmmm mmmmmmm g T
9__5.“3 H04 PRV I €20 ¢0-11 - G008 NIHON SYI0HIIN L N m_
150703500 Ecl0cl-li : G002 MY 0J1NNEY ’
e g sgEs | |
0l —— MIASUNCLIVLIOON £2I0e0-1} - GO0e VIOX0A 3NN #INVN LSV
e 3 210 JHd W00k £2020-L | - G002 H3801 VA | ]
1 AT NOLLed 6210 201} - 6002 H3INITI 3NOININCD -
B C——] SN oS G mw__m orrlt - 600 mnﬁuﬁ AONYS JAVN 1SHl4]
S NDILYSld0Hd 1A : O L3¥INGI N3N
S HIFEIS
pim L 11 0 e N 10 I
WOLNE | U 2 SISYDNIOAWS | TMOTINORBS
g ] 22 ~ 06022 &
- WIS, [TeE R ofumon W VSO | UG
12-90-6002 (O 661c88 01103 2V S1INN 0004 - 661288 Q1109 2/
S3JIL0N W31 < [0S0 3 saiee N JAVENDINOO ALLGALLL  SLIND 0001- S60/8E IN) AVEBRD ENGY AL AL P AR ] ]
82 e 92 mm . o 07 w_.ﬁmum
=t : iEl e g mgg g gl hos
v v BRE guBe .|
28 E HOELIL - E 04 SSINSNA HINACD
3 : B b
I L S|
cand It : i TR
TET2T S002] [a]_AVUOL] FOTOER] L

WO @ﬁ%ﬂ Tile @ _5_._852_ JONVEERO QIMSIA SV

\ap, Novih gL\ gy el agl \oglVazy gzl) vel’ eal) at

SUBSTITUTE SHEET (RULE 26)



PCT/US2007/006332

WO 2007/106493

oSl

€ 9l

72|90 53908<][ IV I00RTAD L
T gvaNa Vo e[ Ol X0an! @_E

X

3LiNsSHvons (LI

M Al MIAJHNOLLYLLOIIN
HYHYS B2 2| 31070 201/ WS0d0Hd
ATIVS N 2| SISATINY NOLLG304d
% mégzc_m_é a
Ly
SlEH) £22 2 2| NOUYIHG ([ dH0dH| R )
o (BT ) Nk NOAENEES
Y02EP$ SI WL0L INN3dId ALNNLEOJAD 13D | &
A IB3@ HHHE 39915 SITYS AG INITIA K E%&% w
/l\\\\\%% (L H30V3H LD VHONYOID —SIEvHOOGYa - | IWHOVOY || [viNoD vl o
THE NeE JWOH “0HY0BRSYOO SLAJLHOHS )

"OTHL B30 IHYISS 4000 INONTH SAS 4000 NN 885 T NN S SESINATORII0S N SORME HAS NSTHOGHTS  OSHHav NBOHCS QA LS

IN0BY | IN0A0T | NINGY | S33A0TJAT | INNOJOY AW
""d0 1128303 - INHDJEDNS ) |05 N3d0 TIZHIWNDD - WHOJeONS

"G00 IMONX 04 W00 3080353195 S | HVaNS WNEAINICIIHVINS TYNHAIN

djaH

0301 >_,_§s_8 HN0A HUM 30¥1d3t
INHDHVYONS

S[00] _ SyJeunjoog 09 MeIA_ 3Ip3_ alg

X043414 VT1IZOW - WHJ 305N0S N3d0 WIOHIWWO3 - INHOJBDNSO |

SUBSTITUTE SHEET (RULE 26)



PCT/US2007/006332

WO 2007/106493

121"

4/16

7 "9l

l [ 90d) §3905S) IN I0OHVAI(

BVONT VO B[N XOBNIo D_E

XM 6@ HWHHE

J0Y1S STYS A INITdId N

XB® 1032 HHRE

J9V1S SITHS AG INITIdI N

JONHHY 0L H30V3H LUVHO SYHONYOMD  [[4] - SIHVHO JISYE - ]  L4vHO v OOV

0N *04YoBASHIO

LINSHYONS (<) OHY0BHSYL 535V SLIN100EA X 51000 [ 53ILNTILE0d0 J{5Uv INFIUJUV | STIVINUJ o3l LNILIY

58< | 1n0901 | NINQY | mm_édsm | INNOJOV AN

1S N NNSES TTINNIWIEDS SESNTIHAI0S NSOHMM HAS NSIHI0SHTS  OOHEVNEOHCT 03

dvUNd IvJ  W1aUd AW ] FNUH

( 918 JH0d3 [ )
P HEINE w

ALINNLHOAAD L3 | By

ENEIE ] R el

INRGIJY 431N
LJVINGD 31¥34D

. SLNILHOHS )

1o

L3V
VGG

0307 ANYINCD HTIOA HIUM 30V1d3t
INHQHVYONS

djsH _ S[00] _ SyJewnjoog 09 MaIA_3p3 3l

X043H14 VTIZOW - WHD 30HN0S N3dD TvI3HIWNDD - INHDJEDNSO,

SUBSTITUTE SHEET (RULE 26)



PCT/US2007/006332

WO 2007/106493

G 9l

“"dLIH\SSOVO @[ 7908) H390HS|[ W i0OHVA@ L~ msm_._._ INISTY T - SIAVINCI OO TOIN - mv_wS.I_ oog
[ BvONI VO =] [N XoaNIol ™ I_ “JNN0N D D) « @ 0&@@
“A3NOH WOH Y1v0 ONIHH3JSNVHL
V1€ 51325 AUNLHOGG0 10-10-0102 0L L0502 5 NVH V0
[4] 000§ 00§ (00BS 0/G 0035  00SS 00V OO gm@ I —

NOM 03501
2| MINENOUWLOIIN
| 310N 38/ V50d04d

| SISKTYNY NOLLJE0K3d
SHINYW NOISID30 Gl
I 21| NOILISOOHd 3 VA
O . 22| SISATANY SO3N
© =7 77| NIYOHNNG
S s B 2 A NS0k
Lo N0SEPS 51 WI01 INT3dd ]
ROE 162 HHHE T0ULS SIT4S Ad INTIdI
ST L0 ANY H0 1S (SO NGRSO ! 30015 STIV ML 5310 ND G358 JAC1N0 “SH350 LTS 04 FAG0ING A6 A0S 0 CRLOTTES 6 SINADIY ALNTIH00 AIVIRARD SHOKS
csl 00/5 0695 095§ O2v$ OGES 082§ Oic§ Omi§ 05 03
oy |

Y77 H3HLO

1147 A
V22| W\3

X3ONI=NOLLIVSHVORHSVG=TN00Ne<Hd ANVDZy OE/ANOH-L B B ® & - -0 |
A djsH___s|o0] _s)Jeubjoo§  0F MalA P38l
X033413 VT 1IZOW - WHJ 308N0S N3d0 1VIO§IWINDQ - WHOJEBNSO

SUBSTITUTE SHEET (RULE 26)




PCT/US2007/006332

WO 2007/106493

6/16

0St

9 9

3ALINSHVONS

8P T T T ORI IS A= Dn&:ﬂiﬁ 7813 I O
e b O] OO INIIVAC)[™ - Nvd 531 O] B «8 O
B DHd V.1vQ ONIHHIJSNVHL
005 0c9 0955 02 088 08 ovi3 08 OB
1]%7 7/ A HHL0
77777077 T3
HLNOW 40 QHOM
3115 g3
GBS [ 7] MOHS J0vHL
/777 3NINGD
778 YW 1340
045 SNOILYI34 Jnand
09 \\\\\\\\\\\\\ 74 Ha\LHvd
H3HL0 2777 0N
— NOM 03500 P21 /27777777 m%m%%_wmz AR )
W 2 <mmu @
150103500 A v 7 w._hm..__,_ Tm wwmw_m wﬁ% A
—— - < T ALINNLE04A0 UY3HD | &
Jolbh NI 11d0ddU Ao \NFIONY VLU Q<w._m._.<mmu d
XM 10l HSHHE] IW0JIN0 A9 33N0S NY31 A8 SIILINNLEDAd0 TV K ooy el &
‘JONVHHY OL H3OVIH JovHO SveOdom0 AT - SIVHOOISYA - | LHVHDY OO 1IN A3 | 3
dHHE) N JIOH ‘0YYDEHSHAO SINJ1HOHS
SR G0 [VI5S d000 NN 585 000 IO 585~ TITONNIN IH0S T SONORRII0S NSTHVRG HES NISHHNISHT S  OTREVNEE S GaM3I ISy

IN0BY | 1N0J0T | NIAQY | mmws._n_zw | INNOJOY AW

e g|aHq

5j00]  syJewyoog

05 MaIn

WAUY JNCTTIW]

5 s
)~

EEEIE

X043414 VTIZOW - IWHI 30HN0S N3d0 TVIJHINNGD - IWHIJEBNSO

SUBSTITUTE SHEET (RULE 26)



WO 2007/106493

7/16

(&) DATE: TODAY

PCT/US2007/006332

E ANDY DRE [Jal 8] AOT DICLT O I0Y r
OPEN
&2 | PRINT
6 | REPLY
= | REPLY TO ALL
62| FORWARD
FOLLOWUP  »
6 | MARK AS READ
CATEGORIES...
FIND ALL >
& | CREATE RULE...
JUNKEMAIL  » |
OPI RIGHT-Q X |DELETE
ANDY DRElscl B | MOVE TO FOLDER...
TO: "ANDY DREISE2_| OFTIONS.
FIG. 7
)EL'CKLVAAA e _? 162
QPEN /‘/
&S| PRINT
6. | REPLY
63 | REPLY TO ALL 166  1g8
B2 FORWARD OPTIONS... Q
FOLLOWLP  * LINKTO SUGAR CRM_| &y| anpy DAEISCH
6 | MARK AS READ VIEW IN SUGARCRM »| < | CREATE CONTACT_
.
CATEGORIES... < |CREATELEAD 170
FIND ALL > Y
& | CREATE RULE... FIG. 9 172
/ JUNKE-MAL >
X | DELETE
B | MOVE TO FOLDER...
ARCH OPTIONS...
LINK TO SUGAR CRM >
TODOQ  |VIEW INSUGAR CAM > H |~
164
FIG. 8

SUBSTITUTE SHEET (RULE 26)



PCT/US2007/006332

WO 2007/106493

8/16

v 3dIH

e lell03 6l-6l (04000

R N L

) ST0IAIHd » [HYIS M

JIdATXI A .E =

éé

31InS HYONS

1n0aY | 1n09307 | 530N | INNOJOV AW

¥ 30H
I T =90 = e
KCONI< 1 » . -
1521 A5 0 I B
¥ 30IH _.mm_:__Ec
(I
SO0y R0 SHOOY AL
B i
| awg n.% 7 _%
NLTRESHESISONONY 0
s i
BRLE 388 a6 T T —
01 4ONVHI MIIA]
THE) N (33130 ][ 3vadna |[1ia3 |
-
I = a%mlll

140dW B3

8140434 LVINGI [
SLVINGIC3

(4N W04 V3R O3
(O4v3 SSINISNE HAIN3 T3
LOVINGD 1V3HIC3

ST AGNY SITUING 3 \ SIAIE0s

HIS3H0 AONY C3 .@Esmﬁ

HOVOS3ckal S13n00HdH S3L0NE SLINMLLHOAAON SOVATA SINNGIIY) SLIYINDD JE3LALIY £§m22

OAH Bl

INHOHVYINS

vOl 94

SUBSTITUTE SHEET (RULE 26)



PCT/US2007/006332

WO 2007/106493

9/16

Emwﬂéﬂem:m ‘03A43534 SLHIM TV "ONI s_%saa 8 i mmw.wzwhozauw 80LE8Y'0 “INLL ISNOJSIH IS
_(Hv08HSYQ | SEDVHINGD | S1HOA3 eméme _ m,m | SI73r06d | SN _Es_é STVi3 | SINFWM0d
H3¥0VHL 9N8 | 535¥0 | S10N00Yd | S3L0ND | SILNMLHOAAO | SOv31 | SINNODY | m5< NG _ BVONIVD | VIHOd AW | IWCH
= NIVd7J]
v 30IH 301 NIIYdNYI S
SaH) 190333 VIOV IVIOL ogH) 10434 U4IVINISS V101 Elcngmmq = JWUN |
W OE<CIEN (0TI SIOATRISIERIS 3%
[EIVEEHE
30IH mﬁhm%m
[ $INOHdJOH0 X JAWN INAODIY <
KCON3C DEN (040000 SNOIAIHd »LHVLS 4
LLAHS I 2ivae)]
y 30iH _ S140d34 133410
0. s < A < SIUYIS S1080S S WON

v 30iH

Bl
v 30H SLINODYUAR
_M.E,_: TR S INIOAY R Z I NIV = THHG
v 30H mum____m R
Z 00 ZINTNINO0Y

SUBSTITUTE SHEET (RULE 26)



PCT/US2007/006332

WO 2007/106493

10/16

L9l

[ 3LV3E0 |

QHYNAYW ‘HIAVX O

I0INH3E ‘NOLHYHM 2

NVIHE 'HINLS O

0390 'SWvH

NOILYZINOLSND 394V HLIM JONVISISSY 03N
TA3 SNIADT O

AHH38 ‘WMDY 2
)

e

g

gl

&

S

]

[3S070_]J[ 3NHOEV ]

HIHAOLSIHX ‘NNHO009

AQNY HOS13H0

HY2S0 ‘A3HHND

G3ONVH 'HIN00D

(VIINOW VINVS) £8ESV2 INILINGYW 900 918

(£8ESF2 INILINEVIN 90Q 918) SLINN 0001 - Z8ESr2 INILIXHYW 900 918
I YONIONT 'SONVE
T130H0D ‘SINYTY

of

E0EVINS MAWTdLLH ‘ON30 AT | WCIWHDEENS MAMAN-dLLH JACH
(B0 ELOB0% L+ X4 | 990y 12680y 1+ D | 069Gy By b+ -L03H0
WO WHOHVINS@AONY -TIVIA3
"ONI NHOHVANS

IN3Nd073A30 LONACHd 'HIa HS
HOSI3HA AQNV

3 NSINVHIIW d0HO-9vH0 3HL 40 31dWVX3 NV SI SIHL

HJS1340 AQNY, -01
[NOD'INHOHYINSDAONY] HISI3HA ANV

W3 'IS3L100Y 24 TIAWYNA 140

I VIEa11E0 HOGvaS BNOA SNIL33N SWALT BVNS

0Ll
SILNNLHOAO[A]  SLOVINGD[A]  Sans[A]
sava A 535V [A] SINNOJDV [A] 1
[Hoavas ] [ 51 TNOJ NHEVENSOAONY] A@%m%ﬁw%%w_ B oS30 AN =

:MQ738 31TV HIHY3S 3HL INISA SOHOD3H HYANS ONI L AvaoL 3lvd B
SNOUdD___ 373 TOarans] WOEH1 9101,
| KEE HYONS OL IV IAIHJEY :NH0-eBns NOLLYLNIWAION

SUBSTITUTE SHEET (RULE 26)



WO 2007/106493 PCT/US2007/006332

11/16

INBOUND SETUP ADVANCED SETUP

MAIL SERVER ADDRESS: | MAIL.SUGARERM.COM
USER NAME: {CHRIS@SUGARCRN.COM

STATUS: :
% MONITORED FOLDER: [ INBOK
: | MAIL SE [JESTU%UF 0
[T

VALIDATE CERTIFICATE: |
LEAVE MESSAGES ON SERVER:
IMPORT ONLY SINCE LAST CHECK:

FG. 12

AlL MARKED DELETED RFTER IMPOR
0. I:HK RGRINST ALL EMAILS ON MAIL SERVER.

=

OUTBOUND EMAIL SETTINGS
I[ MAIL TRANSFER AGENT

FIINBOUND EMAIL SETTINGS
sans: (X

MAIL SERYER ADDRESS: *  [VATLSUGARCRMITN ] USER NAME: * [CHRS@SIGARCRMION |
MAIL SERVER PROTOCOL: * [NDNE-_ ¥ PASSWORD; * [P ]
MAILSERVERPORE * [ |

SHOW ADVANCED

LEAE MESSAGES ON SERVER: QL] IMPORT ONDY SINCE LAST CHEENQL
USE SSL: Q]

VALIDATE CERTIFICATE: QL] FORCE NEGATIVE: (AR

USE TLS: QL] FORCE NEGATIVE: (4R

FIG. 13
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//begin pseudo-code |
$settings = array( 1=> ‘/foo'
2 => ffoo/bar
3 => /foo/bar/baz
4 => 'ffoo/bar/baz/bac’
$SettingsSSL = array( 5 => Yssl/foo’
6 => /ssl/foo/bar
7/ => fssl/foo/bar/baz
8 => /ssl/foo/bar/baz/bac’ ;
$valid = arrayl);
if(ssl == on) {
$settings = array_merge($settings, $settingsSSL;

}
foreach($settings as $k => $str) {
ifimap_open('my connection settings' . $str)) {
} Svalidl] = $str;
}
ifcount($valid) >0) {
Svalid = array_flip($valid); /we want the most complete settings string
return $valid(Ol;
}else {
} return 'some error message’;

FIG. 14
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